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Penelitian ini bertujuan untuk membuktikan pengaruh antara employee 
satisfaction terhadap customer satisfaction dan customer loyalty restoran keluarga di 
Surabaya. Jenis penelitian yang digunakan adalah penelitian kausal dengan pendekatan 
kuantitatif. Penelitian ini menggunakan pendekatan purposive sampling yang 
merupakan teknik pengambilan sampel berdasarkan pertimbangan atau penilaian 
pribadi peneliti terkait dengan karakteristik populasi yang sesuai untuk dijadikan 
sampel penelitian.   
 
Responden dalam penelitian ini berjumlah 210 orang. Analisis dalam 
penelitian ini menggunakan SEM (Structural Equation Modeling) dan diolah 
menggunakan software SPSS versi 18.0 for Windows serta AMOS versi 22.0 for 
Windows untuk pengujian Model Measurement dan Structural.Hasil penelitian ini 
menunjukkan bahwa hipotesis 1 dan 3 telah terdukung dan berpengaruh positif 
signifikan yaitu employee satisfaction berpengaruh positif signifikan terhadap 
customer satisfaction,  Customer satisfaction berpengaruh positif signifikan terhadap 
customer loyalty. Sedangkan hiptesis 2 tidak terdukung dan tidak signifikan yaitu  
employee satisfaction berpengaruh positif signifikan terhadap customer satisfaction    
 
Kata kunci : employee satisfaction, customer satisfaction dan customer loyalty. 
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PENDAHULUAN  
 3HUNHPEDQJDQ HNRQRPL GL ,QGRQHVLD VXGDK VHPDNLQ PDMX NHPDMXDQ LQL GL
GXNXQJ ROHK EHUPDFDPPDFDP VHNWRU HNRQRPL \DQJ DGD GL ,QGRQHVLD ³6DODK VDWX
SHQ\XPEDQJ*'3 WHUEDQ\DN DGDODK VHNWRU MDVD NRQWULEXVL VHNWRU MDVDPHQFDSDL 
SHUVHQ GDUL 3'% GDQ  SHUVHQ GDUL WRWDO ODSDQJDQ NHUMD GL ,QGRQHVLD´
ZZZELVQLVNHXDQJDQNRPSDVFRP GLDNVHV SDGD  1RYHPEHU  SXNXO 
:,%
 6HNWRU MDVD VDQJDWODK OXDV \DQJ PHQFDNXS NXOLQHU WHOHNRPXQLNDVL WUDQVSRUWDVL
SHUDZDWDQ NHVHKDWDQ GDQPDVLK EDQ\DN ODJL \DQJ ODLQQ\D %HEHUDSD WDKXQ EHODNDQJDQ LQL
VHNWRUMDVDNXOLQHUVDQJDWEHUNHPEDQJGHQJDQSHVDWWHUOLKDWGDULSRODNRQVXPVLPDV\DUDNDW
\DQJ PXODL EHUJHVHU NH PDVDNDQ GDQ PLQXPDQ MDGL GLNXWLS GDUL %36  GDODP
ZZZJRSDQJDQORNDOPLWLRULGGLDNVHVSDGD1RYHPEHUSXNXO:,%
 6XUDED\D \DQJ PHUXSDNDQ NRWD WHUEHVDU NHGXD VHWHODK -DNDUWD PHPLOLNL MXPODK
UHVWRUDQ GDQ WHPSDW PDNDQ \DQJ WHUXV PHQLQJNDW ³+LQJJD VDDW LQL MXPODK UHVWRUDQ \DQJ
EHURSHUDVLGL6XUDED\DGDQVXGDKUHVPLWHUGDIWDUVHEDJDLZDMLESDMDNDGDODKVHEDQ\DN
UHVWRUDQ´ ZZZVXUDED\DWULEXQQHZVFRP GLDNVHV SDGD  1RYHPEHU  SXNXO 
:,%







 $VRVLDVL 3HQJXVDKD.DIH GDQ5HVWRUDQ ,QGRQHVLD $SNULQGR \DQJPHQJXQJNDSNDQ
NHSDGD ZZZMRVVWRGD\FRP GLDNVHV SDGD  1RYHPEHU  SXNXO :,%  EDKZD
SHPEDQJXQDQ LQIUDVWUXNWXU GL VHMXPODK GDHUDK WXUXW PHQGRURQJ PHQLQJNDWQ\D MXPODK
UHVWRUDQGL-DZD7LPXU
 .HWXD$SNULQGR&DEDQJ -DWLP7MDKMRQR+DU\RQRGL6XUDED\DPHQJDWDNDQEDKZD
SHPEDQJXQDQ LQIUDVWUXNWXU PHPSHUPXGDK NHODQFDUDQ GLVWULEXVL EDKDQ EDNX KLQJJD
PHPSHUOXDV FDNXSDQ ELVQLV SHQJXVDKD NXOLQHU GL SURYLQVL LQL %HOLDX PHQJDWDNDQ EDKZD
7DKXQ GHSDQ  MXPODK UHVWRUDQ GDUL EHUEDJDL NHODV WXPEXK  VHLULQJ GHQJDQ
SHUFHSDWDQSHPEDQJXQDQLQIUDVWUXNWXUGL-DZD7LPXU WHUXWDPDGL.RWD6XUDED\D³6DDW LQL
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GL 6XUDED\D  WHUGDSDW VHNLWDU  UHVWRUDQ NHODV PHQHQJDK NH DWDV 6HPHQWDUD VHFDUD
NHVHOXUXKDQEDLNNDIH UHVWRUDQPDXSXQGHSRWGL VHJPHQPHQHQJDKNHEDZDK WHUFDWDWDGD
 XVDKD NXOLQHU GL 6XUDED\D´  ZZZMRVVWRGD\FRP GLDNVHV SDGD  1RYHPEHU 
SDGDSXNXO
 $SNULQGR GDQ $3%, $VRVLDVL 3XVDW %HODQMD ,QGRQHVLD EHNHUMD VDPD GDODP
PHQJDGDNDQDFDUD6XUDED\D5HVWDXUDQW$ZDUG65$3DGDWDKXQVLODPDFDUD65$NH





















%HVWRIWKHEHVWSLDODZDOLNRWD %HVW RI WKH EHVW UXPDK
PDNDQ%X5XGL
%HVW RI WKH EHVW UHVWDXUDQW
+DFKL+DFKL%LVWUR
Sumber : www.beritajatim.com  
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 5XPDK PDNDQ \DQJ EHUNRQVHS IDPLO\ UHVWDXUDQW VHPDNLQ PHQMDPXU 'DUL
NHVHOXUXKDQPDFDPELVQLVPDNDQDQ \DQJDGDGL6XUDED\DKDPSLUELVQLVPDNDQDQGL
6XUDED\D PHUXSDNDQ UXPDK PDNDQ DWDX UHVWRUDQ NHOXDUJD IDPLO\ UHVWDXUDQW )DPLO\
UHVWDXUDQWPHUXSDNDQUHVWRUDQVHGHUKDQDXQWXNPDNDQGDQPLQXPNHOXDUJDDWDXURPERQJDQ
GHQJDQ KDUJD \DQJ WHUMDQJNDX VHUWD PHQ\XJXKNDQ VXDVDQD \DQJ Q\DPDQ GDQ VDQWDL
,QGUD\DQD  6HODLQ KDUJD WHUMDQJNDX GDQ VXDVDQD \DQJ Q\DPDQ XQWXN NRQVXPHQ
IDPLO\ UHVWDXUDQW MXJDPHQ\XJXKNDQPHQX \DQJ FHQGHUXQJ GLJHPDUL ROHK VHWLDS NDODQJDQ
PXODLGDULDQDNDQDNGHZDVDKLQJJDODQMXWXVLD3HQHOLWLPHPLOLKIDPLO\UHVWDXUDQWVHEDJDL
REMHNSHQHOLWLDQNDUHQDPHUXSDNDQELVQLVPDNDQDQ\DQJSDOLQJEDQ\DNGL6XUDED\D
 5HVWRUDQ GHQJDQ NXDOLWDV OD\DQDQ \DQJ EDLN GLKDUDSNDQ DNDQ PDPSX PHPEHUL
NHSXDVDQNHSDGDNRQVXPHQQ\D VHKLQJJDGLKDUDSNDQDNDQ OHELKEDQ\DNPHQDULNNRQVXPHQ
WHUVHEXW XQWXN PHODNXNDQ SHPEHOLDQ .XDOLWDV OD\DQDQ PHPSHQJDUXKL OR\DOLWDV SHODQJJDQ
VHFDUDODQJVXQJPDXSXQWLGDNODQJVXQJPHODOXLNHSXDVDQNRQVXPHQ=HLWKDPOHWDO
.HSXDVDQNRQVXPHQWHUKDGDSVXDWXUHVWRUDQVDODKVDWXQ\DGLSHQJDUXKLROHKNXDOLWDVOD\DQDQ
NDUHQD UHVWRUDQ WLGDN KDQ\D PHQ\HGLDNDQ SURGXN WHWDSL MXJD PHQ\HGLDNDQ MDVD VHFDUD
EHUVDPDDQKLEULGD
 'DODP PHQFLSWDNDQ NHSXDVDQ NRQVXPHQ DGD EDQ\DN IDNWRU \DQJ PHPSHQJDUXKL
VHSHUWL SURPRVL PXWX SURGXN WHNQRORJL GDQ ODLQ VHEDJDLQ\D QDPXQ SDGD KDNLNDWQ\D
NDU\DZDQODK \DQJ PHPLOLNL SHUDQ SHQWLQJ WHUKDGDS SURVHV GDQ WLPEXOQ\D NHSXDVDQ
SHODQJJDQ .DU\DZDQ \DQJ PHUDVD WLGDN SXDV WHQWX DNDQ PHPLOLNL PRWLYDVL NHUMD \DQJ
UHQGDKVHKLQJJDFHQGHUXQJNXUDQJEHUVHPDQJDWHQJJDQGDQEDQ\DNPHODNXNDQNHVDODKDQ
7HQWXVDMDKDO LQLDNDQPHPEXDWSHODQJJDQNHFHZDGDQDNKLUQ\DODULNHSHVDLQJ\DQJODLQ
VHODLQ GDUL SDGD LWX LPDJH SHUXVDKDDQ PHQMDGL EXUXN GLGDPSLQJL GHQJDQ SHQXUXQDQ
SHQMXDODQ\DQJWHQWXQ\DDNDQPHQJXUDQJLNHXQWXQJDQSHUXVDKDDQ
 6HGDQJNDQ SHPLOLKDQ GDODP PHQHQWXNDQ VHEXDK UHVWRUDQ \DQJ LQJLQ GLWXMX ROHK
NRQVXPHQGLSHQJDUXKLROHKHPSDW HOHPHQ ZZZOLIHVW\OHRNH]RQHFRP  \DQJGLDNVHVSDGD
 1RYHPEHU  SXNXO  :,%  \DLWX  0HQX PDNDQDQ WHUJDQWXQJ SDGD UDVD
PDVDNDQ LWX VHQGLUL GDQ GDUL PDQD EDKDQEDKDQ \DQJ GLSHUOXNDQ EHUDVDO  3HOD\DQDQ
SHOD\DQDQMHODVPHUXSDNDQIDNWRUSHQHQWX$QGDNDSRNDWDXLQJLQNHPEDOLNHUHVWRUDQ\DQJ
SHUQDK GLGDWDQJL  'HVDLQ PHPDQJ WLGDN EHUKXEXQJDQ ODQJVXQJ GHQJDQPDNDQDQ WDSL
GHVDLQ UHVWRUDQPHQJJXJDK VHOHUDPDNDQ SHQJXQMXQJ'HVDLQ GLPDNVXG VHSHUWLZDUQD FDW
GHNRUDVL SHQHPSDWDQ EDQJNXPHMD GDQ VHEDJDLQ\D  ;IDNWRU IDNWRU WHUDNKLU ELVD DSD
VDMD VHSHUWL NHEHUVLKDQ ORNDVL VWUDWHJLV UHNRPHQGDVL RUDQJ ODLQ GDQ ODLQQ\D %HEHUDSD
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EHUWXMXDQ XQWXN PHQGDSDWNDQ VROXVL WHUKDGDS VXDWX SHUPDVDODKDQ WHUWHQWX GDUL VHEXDK
SHUXVDKDDQDNDQWHWDSLGLJXQDNDQXQWXNPHQJHPEDQJNDQGDQPHPSHUOXDVEDWDVDQGDULLOPX
SHQJHWDKXDQ VHFDUD XPXP GDQPHPYHULILNDVL WHRUL DWDXPHQJHWDKXL OHELK ODQMXWPHQJHQDL
NRQVHS\DQJGLJXQDNDQGDODPSHQHOLWLDQ-RJL\DQWR
 -HQLV GDUL SHQHOLWLDQ LQL DGDODK NDXVDO \DLWX EHUWXMXDQ XQWXN PHQFDUL WDKX SROD
KXEXQJDQVHEDEDNLEDWGDULKXEXQJDQYDULDEHO=LNPXQG9DULDEHO\DQJGLWHOLWL
GDODP SHQHOLWLDQ LQL PHOLSXWL HPSOR\HH VDWLVIDFWLRQ FXVWRPHU VDWLVIDFWLRQ GDQ FXVWRPHU
OR\DOW\
 3HQGHNDWDQ \DQJ GLJXQDNDQ DGDODK SHQGHNDWDQ NXDQWLWDWLI NDUHQD WHUJDEXQJ GDODP
SHQJXNXUDQVHFDUDQXPHULN QXPHULFDOVFDOHGDQPHQJJXQDNDQSHQGHNDWDQDQDOLVLV'DODP
SHQHOLWLDQ LQL YDULDEHO HNVRJHQ H[RJHQRXV YDULDEOH DGD  VDWX \DLWX HPSOR\HH
VDWLVIDFWLRQ6HGDQJNDQYDULDEHOHQGRJHQHQGRJHQRXVYDULDEOHGDODPSHQHOLWLDQLQLWHUGDSDW
GXD \DLWX FXVWRPHU VDWLVIDFWLRQ GDQ FXVWRPHU OR\DOW\ 7HNQLN \DQJ GLJXQDNDQ GDODP
SHQHOLWLDQ LQL DGDODKGHQJDQ WHNQLN VXUYHLPHODOXL SHQJXPSXODQGDWD GHQJDQPHQ\HEDUNDQ
NXHVLRQHUVHFDUDRIIOLQHGDQRQOLQHPHODOXLILWXUJRRJOHIRUPV
 6XPEHU GDWD \DQJ GLJXQDNDQ GDODP SHQ\XVXQDQ SHQHOLWLDQ LQL DGDODK GDWD
SULPHU'DWDSULPHUGLGDSDWGHQJDQPHQ\XVXQNXHVLRQHUVHVXDLGHQJDQMXUQDODFXDQ/DQJNDK
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VHODQMXWQ\D \DLWX PHPXODL DNWLYLWDV VXUYHL GHQJDQ PHQFDUL UHVSRQGHQ GDQ PHQ\HEDUNDQ
NXHVLRQHU\DQJWHUVWUXNWXUGDQPXGDKGLSDKDPLNHSDGDNRQVXPHQGDQNDU\DZDQIDPLO\UHVWR
GL6XUDED\D
 $UDVGDQ VNDODSHQJXNXUDQ \DQJGLJXQDNDQGDODPSHQHOLWLDQ LQLPHQJJXQDNDQDUDV
LQWHUYDO \DLWX DUDV SHQJXNXUDQ \DQJPHPLOLNL MDUDN \DQJ VDPD GDQ VHOLVLK \DQJ MHODV SDGD
VNDOD$OWHUQDWLIMDZDEDQSDGDDUDVLQWHUYDOGLVXVXQVNDODSHQJXNXUDQQXPHULFDOVFDOH\DQJ
GLWXMXNDQ XQWXN PHPEXDW UHVSRQGHQ PHPEHULNDQ SHQLODLDQ SDGD SHUQ\DWDDQ \DQJ DNDQ
GLXNXUGDODPVNDODMHQMDQJVHSHUWLEHULNXW
 6DQJDW7LGDN6HWXMX  6DQJDW6HWXMX
 7DUJHW SRSXODVL XQWXN NDU\DZDQ GDODP SHQHOLWLDQ LQL DGDODK UHVSRQGHQ \DQJ WHODK
EHNHUMD GL IDPLO\ UHVWDXUDQW VHODPD PLQLPDO  EXODQ GDQ WLGDN GDODP PDVD WUDLQLQJ
6HGDQJNDQ XQWXN NRQVXPHQ DGDODK UHVSRQGHQ \DQJ PHQJNRQVXPVL SURGXN GDUL IDPLO\
UHVWDXUDQW WHUVHEXW VHEDQ\DN [ GDODP  EXODQ WHUDNKLU .DUDNWHULVWLN SRSXODVLQ\D XQWXN
NDU\DZDQ GDQ NRQVXPHQ DGDODK EHUXVLD PLQLPDO  WDKXQ GDQ EHUSHQGLGLNDQ PLQLPDO
60$60.VHGHUDMDW  7HNQLN SHQJDPELODQ VDPSHO \DQJ GLJXQDNDQ GDODP SHQHOLWLDQ LQL
DGDODK QRQSUREDELOLW\ VDPSOLQJ GLPDQD VHWLDS VDPSHO \DQJ GLSLOLK EHUGDVDUNDQ SDGD
SHQLODLDQ GDQ NHQ\DPDQDQ SULEDGL SHQHOLWL GDQ SHOXDQJ GDUL VHWLDS VDPSHO \DQJ GLSLOLK
WLGDN GLNHWDKXL =LNPXQG HW DO   3XUSRVLYH VDPSOLQJ MXJD GLJXQDNDQ GDODP
SHQHOLWLDQ LQLGLPDQD WHNQLNSHQJDPELODQVDPSHOEHUGDVDUNDQSHUWLPEDQJDQDWDXSHQLODLDQ





3HQJRODKDQ GDWD GDODP SHQHOLWLDQ LQL PHQJJXQDNDQ 6WUXFWXUDO (TXDWLRQ 0RGHOLQJ






NRUHODVL SHDUVRQ SDGD VHWLDS SHUQ\DWDDQ 6HODQMXWQ\D SHUQ\DWDDQ WHUVHEXW DNDQ GLNDWDNDQ
YDOLGDSDELODPHPLOLNLQLODLVLJQLILNDQVLĮ GDQDNDQGLNDWDNDQUHOLDEOHDSDELOD
PHPLOLNL QLODL FURQEDFK DOSKD ! 6HWHODK GLODNXNDQ SHQJXMLDQ YDOLGLWDV GDQ UHOLDELOLWDV
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SDGD VHWLDS SHUQ\DWDDQ PDND VHODQMXWQ\D DNDQ GLODNXNDQ SHQJRODKDQ GDWD GHQJDQ WHNQLN
DQDOLVLV 6WUXFWXUDO (TXDWLRQ 0RGHOOLQJ 6(0PHQJJXQDNDQ VRIWZDUH$026 YHUVLRQV
0RGHO SHQJXNXUDQ GDODP 6(0 DGD GXD \DLWXPRGHOPHDVXUHPHQW GDQ VWUXFWXUDO %ROOHQ




 +DLU HW DO PHQ\DWDNDQ EDKZD V\DUDW MXPODK *RRG ILW LQGH[ \DQJ EDLN
NXUDQJOHELKPHQJJXQDNDQSDOLQJWLGDNLQGHNVGDULLQGHNVDEVROXWHGDQLQFUHPHQWDODJDU
GDSDW GLODNXNDQ SHQJXMLDQ ODQMXWDQ WHUKDGDS PRGHO SHQHOLWLDQ 2OHK NDUHQD LWX GDODP








DGDODK VHEXDK LQGHNV \DQJ GDSDW GLJXQDNDQ GDODP SHQJXNXUDQ XQWXN
PHQJNRPSHQVDVL NHFHQGHUXQJDQ VWDWLVWLF &KL6TXDUH Ȥ 1LODL 506($ \DQJ




DGDODK LQGHNV NHVHVXDLDQ \DQJPHQJKLWXQJ SURSRUVL WHUWLPEDQJ GDUL YDULDQV GDODP
PDWULNVNRYDULDQVVDPSHO*),PHQJKDVLONDQVWDWLVWLFILW\DQJNXUDQJVHQVLWLI WHUKDS
XNXUDQVDPSHO1LODL*),EHUNLVDUDQWDUDSRRUILWVDPSDLSHUIHFWILWQLODL*),




6(01LODL 7/, EHUNLVDU DQWDUD  VDPSDL  1LODL 7/,  PHUXSDNDQ JRRG ILW 
DQJND7),GLVHEXWVHEDJDLPDUJLQDOILW+DLUHWDO
Calyptra: Jurnal Ilmiah Mahasiswa Universitas Surabaya Vol.7 No.1 (2018)
1759
 &),&RPSDUDWLYH)LW,QGH[





SHQJXMLDQ YDOLGLWDV GDQ UHOLDELOLWDV GDUL PDVLQJPDVLQJ YDULDEHO GDQ LQGLNDWRU 3HQJXMLDQ
YDOLGLWDVXQWXN WLDS LQGLNDWRUDNDQPHQJJXQDNDQSHUKLWXQJDQQLODL VWDQGDUGL]HG ORDGLQJȜ
VHGDQJNDQ XQWXNPHQJXML YDOLGLWDV YDULDEHO DNDQPHQJJXQDNDQPHWRGH$YHUDJH 9DULDQFH
([WUDFWHG $9( 0HQXUXW +DLU HW DO   1LODL VWDQGDUGL]HG ORDGLQJ \DQJ
GLSHUOXNDQDGDODKȜ!GDQQLODL$9(\DQJGDSDWGLWHULPDDGDODK0HQXUXW9HUKRHI
HWDOQLODL$9(!DWDX$9(PDVLKELVDGLWHULPDDVDONDQQLODLGDULFRQVWUXFW










3HQJXMLDQ UHOLDELOLWDV XQWXN VHWLDS YDULDEHO GDODP SHQHOLWLDQ LQL DNDQPHQJJXQDNDQ
PHWRGH &RQVWUXFW 5HOLDELOLW\ &5 5HOLDELOLWDV PHUXSDNDQ SHQLODLDQ GHUDMDW NRQVLVWHQVL







Average Variance Extracted 
Ȉn























 Construct Reliability 







3DGD PHWRGH 6WUXFWXUDO (TXDWLRQ 0RGHOOLQJ 6(0 SHQJXMLDQ KLSRWHVLV GLVHEXW
PRGHO VWUXNWXUDO 8ML KLSRWHVLV GDODP 6(0PHQJJXQDNDQ Į    S 6HKLQJJD KLSRWHVLV
GDSDWGLWHULPDDSDELODQLODL&ULWLFDO5DWLR&5$SDELODWLGDNVHVXDLPDNDKLSRWHVLV
WHUVHEXWWLGDNGDSDWGLWHULPDWLGDNGDSDWGLGXNXQJ
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7DEHO  PHQXQMXNNDQ KDVLO XML YDOLGLWDV SHUQ\DWDDQ GDUL YDULDEHO (PSOR\HH
6DWLVIDFWLRQ'DSDWGLOLKDWEDKZDLQGLNDWRUSDGDYDULDEHO(PSOR\HH6DWLVIDFWLRQPHPLOLNL
QLODL VLJQLILNDQVL NRUHODVLSHDUVRQ OHELK NHFLO GDUL 'HQJDQ GHPLNLDQ VHPXD LQGLNDWRU
\DQJGLJXQDNDQXQWXNPHQJXNXUYDULDEHO(PSOR\HH6DWLVIDFWLRQGLQ\DWDNDQYDOLG
Calyptra: Jurnal Ilmiah Mahasiswa Universitas Surabaya Vol.7 No.1 (2018)
1762
Tabel 3
Hasil Uji Validitas Indikator Variabel Customer Satisfaction

















7DEHO  GL DWDV PHQXQMXNNDQ KDVLO XML YDOLGLWDV SHUQ\DWDDQ GDUL YDULDEHO &XVWRPHU
6DWLVIDFWLRQ'DSDWGLOLKDWEDKZD LQGLNDWRUSDGDYDULDEHO&XVWRPHU6DWLVIDFWLRQPHPLOLNL
QLODL VLJQLILNDQVL NRUHODVLSHDUVRQ OHELK NHFLO GDUL 'HQJDQ GHPLNLDQ VHPXD LQGLNDWRU
\DQJGLJXQDNDQXQWXNPHQJXNXUYDULDEHO&XVWRPHU6DWLVIDFWLRQGLQ\DWDNDQYDOLG
Tabel 4


















7DEHO  GL DWDV PHQXQMXNNDQ KDVLO XML YDOLGLWDV SHUQ\DWDDQ GDUL YDULDEHO &XVWRPHU
/R\DOW\ 'DSDW GLOLKDW EDKZD  LQGLNDWRU SDGD YDULDEHO &XVWRPHU /R\DOW\ PHPLOLNL QLODL
VLJQLILNDQVL NRUHODVLSHDUVRQ OHELKNHFLO GDUL'HQJDQGHPLNLDQ VHPXD LQGLNDWRU \DQJ
GLJXQDNDQXQWXNPHQJXNXUYDULDEHO&XVWRPHU/R\DOW\GLQ\DWDNDQYDOLG




1R 9DULDEHO 1LODL&URQEDFK$OSKD .HWHUDQJDQ
 (PSOR\HH6DWLVIDFWLRQ  5HOLDEHO
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 &XVWRPHU6DWLVIDFWLRQ  5HOLDEHO
 &XVWRPHU/R\DOW\  5HOLDEHO
6XPEHU+DVLORODKGDWD6366IRU:LQGRZV
6HWHODK GLODNXNDQ XML UHOLELOLWDV SDGD WDEHO  PHQJJXQDNDQVRIWZDUH 6366 VHOXUXK
YDULDEHOPHQXQMXNNDQQLODLFURQEDFK¶VDOSKDGLDWDV2OHKNDUHQDLWXGDSDWGLVLPSXONDQ
EDKZDVHEDQ\DNUHVSRQGHQ\DQJGLXML WHODK ORORVXMLYDOLGLWDVGDQUHOLDELOLWDV3HQHOLWLDQ




 0RGHO SHQJXNXUDQ GDODP SHQHOLWLDQ LQL GLODNXNDQ GHQJDQ PHQJJXQDNDQ SURJUDP
$PRVYHUVL  IRUZLQGRZV$QDOLVLVPRGHOSHQJXNXUDQGLODNXNDQGHQJDQ&RQILUPDWRU\
)DFWRU $QDO\VLV &)$ SDGD VHOXUXK YDULDEHO SHQHOLWLDQ GDQ LQGLNDWRUQ\D $SDELOD PRGHO
SHQJXNXUDQPHPLOLNLQLODL*RRGQHVV2I)LW\DQJPHPHQXKLNULWHULDNHFRFRNDQPDNDPRGHO






Hasil Uji Kecocokan Model Measurement Analysis 
No. Uji Kecocokan Kriteria Kecocokan Hasil Keterangan
 &0,1') &0,1')  *RRGILW
 *), *),  1RWILW
 506($ 506($  *RRGILW
 &), &),  *RRGILW
 7/, 7/,  *RRGILW
6XPEHU+DVLO5XQQLQJ$PRVIRU:LQGRZV
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Hasil Uji Kecocokan Model Struktural 
No. Uji Kecocokan Kriteria Kecocokan Hasil Keterangan
 &0,1') &0,1')  *RRG)LW
 *), *),  1RW)LW
 506($ 506($  *RRG)LW
 &), &),  *RRG)LW
 7/, 7/,  *RRG)LW
%HUGDVDUNDQ WDEHO  \DQJPHQXQMXNNDQ KDVLO XML NHFRFRNDQPRGHO VWUXNWXUDO QLODL
&0,1') WHODKPHPHQXKL NULWHULD NHFRFRNDQ GDQPHQXQMXNNDQ KDVLO \DQJ JRRG ILW \DNQL
6HODQMXWQ\DQLODL506($&),GDQ7/,MXJDPHQXQMXNNDQKDVLO\DQJEDLNJRRGILW
NDUHQD WHODKPHPHQXKL NULWHULD NHFRFRNDQ GHQJDQ QLODL 506($ VHEHVDU  JRRG ILW
QLODL &), VHEHVDU  JRRG ILWGDQ QLODL 7/, VHEHVDU  JRRG ILW 1DPXQ PDVLK
WHUGDSDWVDWXNULWHULD\DQJPHQXQMXNNDQKDVLOQRWILW\DLWXQLODL*),VHEHVDU
'DUL KDVLO XML NHFRFRNDQ \DQJ GLODNXNDQ SDGD WDEHO  GLGDSDWNDQ EDKZD WHUGDSDW 
LQGHNV\DQJPHPLOLNLKDVLOQRWILW\DLWX*),\DQJPHPLOLNLQLODLGHQJDQQLODLVHEHVDU
1DPXQ EHUGDVDUNDQ+DLU HW DO   \DQJPHQ\DWDNDQ EDKZD V\DUDW MXPODK
*RRI )LW ,QGH[ \DQJ EDLN NXUDQJ OHELK PHQJJXQDNDQ SDOLQJ WLGDN  LQGHNV GDUL LQGHNV
DEVROXWHGDQLQFUHPHQWDODJDUGDSDWGLODNXNDQSHQJXMLDQODQMXWDQWHUKDGDSPRGHOSHQHOLWLDQ
6KDUPDHWDOMXJDPHQJDWDNDQEDKZD*),PHUXSDNDQVDODKVDWXLQGHNVSHQJXNXUDQ
\DQJ ELDV GDQ SDOLQJ EXUXN VHKLQJJD WLGDN GLVDUDQNDQ XQWXN GLJXQDNDQ GDODP SHQJXMLDQ









+ (6Æ&6    6LJQLILNDQ
KLSRWHVLV
WHUGXNXQJ
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%HUGDVDUNDQ KDVLO SHQJXMLDQ \DQJ WHODK GLODNXNDQ GDQ GLEDKDV SDGD EDE VHEHOXPQ\D
PDND GDSDW GLSHUROHK NRQNOXVL EDKZD GDUL VHEDQ\DN  KLSRWHVLV \DQJ WHODK GLXML GHQJDQ
PHQJJXQDNDQ 6(0 PHODOXL SURJUDP $026 YHUVL  IRU ZLQGRZV GLGDSDWL EDKZD 
KLSRWHVLV GDSDW GLWHULPD GDQ WHUGXNXQJ VHGDQJNDQ DGD  KLSRWHVLV \DQJ GLWRODN GDQ WLGDN
WHUGXNXQJ%HULNXWDGDODKSHQMDEDUDQQ\D
 (PSOR\HH 6DWLVIDFWLRQ EHUSHQJDUXK SRVLWLI VLJQLILNDQ WHUKDGDS &XVWRPHU
6DWLVIDFWLRQSDGDUHVSRQGHQ5HVWRUDQ.HOXDUJDGL6XUDED\D
 (PSOR\HH 6DWLVIDFWLRQ WLGDN EHUSHQJDUXK GDQ WLGDN VLJQLILNDQ WHUKDGDS&XVWRPHU
/R\DOW\SDGDUHVSRQGHQ5HVWRUDQ.HOXDUJDGL6XUDED\D




Bagi para Manajemen Restoran Keluarga
'DODP SHQHOLWLDQ LQL YDULDEHO (PSOR\HH 6DWLVIDFWLRQ EHUSHQJDUXK EHVDU
WHUKDGDS &XVWRPHU 6DWLVIDFWLRQ 'HQJDQ GHPLNLDQ KDO LQL GDSDW PHQMDGL VHEXDK
UHNRPHQGDVL EDJLSLKDNPDQDMHPHQ UHVWRUDQXQWXN OHELK FHUPDWGDODPPHPEHULNDQ
SHNHUMDDQ\DQJVHVXDLGHQJDQNDU\DZDQPHPEHULNDQVLVWHPSHQLODLDQ\DQJREMHNWLI
DJDU GDSDW PHQFLSWDNDQ VXDVDQD \DQJ DGLO EDJL SDUD EDZDKDQQ\D GDQ MXJD
PHPEHULNDQLQVHQWLIERQXVOHELKEDJLNDU\DZDQ\DQJPHPHQXKLFULWHULDVHUWDWDUJHW
\DQJ WHODK GLWHWDSNDQ WLGDN WHUOHSDV MXJD XQWXN VHULQJPHODNXNDQ EULHILQJHYDOXDVL
GDQ DFDUD DFDUD XQWXN PHUHNDWNDQ KXEXQJDQ DQWDU NDU\DZDQ GDQ MXJD GHQJDQ
VXSHUYLVRU
+XEXQJDQ VHODQMXWQ\D \DQJPHPLOLNL SHQJDUXKSRVLWLI GDQ VLJQLILNDQ DGDODK
&XVWRPHU6DWLVIDFWLRQGL UHVWRUDQNHOXDUJDGL6XUDED\D WHUKDGDS OR\DOLWDVSHODQJJDQ
SDGD VHEXDK UHVWRUDQ NHOXDUJD &XVWRPHU /R\DOW\ 'DUL KDVLO SHQHOLWLDQ LQL PDND
VHKDUXVQ\D SDUDPDQDMHPHQ UHVWR OHELKPHPSHUKDWLNDQ&XVWRPHU 6DWLVIDFWLRQ \DQJ
GLUDVDNDQ SHODQJJDQQ\D GDUL VHJDOD DVSHN PXODL GHQJDQ PHQLQJNDWNDQ NHSXDVDQ
NDU\DZDQVHKLQJJDGDSDWPHOD\DQLNRQVXPHQGHQJDQEDLNGDQ MXJDPHPSHUKDWLNDQ
DVSHNODLQ\DQJEHUSHQJDUXKWHUKDGDSNHSXDVDQSHODQJJDQVHSHUWL
 0HQFLSWDNDQ OLQJNXQJDQ UHVWRUDQ \DQJ Q\DPDQ GHQJDQ PHPEHULNDQ
LQWHULRU\DQJFRFRNGDQMXJDPXVLN\DQJVHVXDL
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 0HPEHULNDQSHQJDODPDQSRVLWLI\DQJEHUEHGDGDQGDSDWPHOHNDWGLEHQDN








KXEXQJDQ \DQJ VLJQLILNDQ GDQ WHUGXNXQJ VHKLQJJD KDO LQL MXJD GDSDW PHQMDGL
UHNRPHQGDVL NHSDGDSLKDNPDQDMHPHQXQWXN WHWDSPHPSHUKDWLNDQDVSHNDVSHN ODLQ
\DQJPHPSHQJDUXKLOR\DOLWDV
Bagi Penelitian Selanjutnya 
 3HQHOLWLDQ LQL PHQJJXQDNDQ MXPODK VDPSHO WHUEDWDV \DLWX  VDPSHO 8QWXN
SHQHOLWLDQ VHODQMXWQ\D GLKDUDSNDQ XQWXN PHUHSOLNDVL SHQHOLWLDQ LQL GHQJDQ
PHQJJXQDNDQVDPSHO\DQJOHELKEHVDU\DLWXGLDWDVVDPSHOVHKLQJJDKDVLOQ\D
GDSDWGLJHQHUDOLVDVLGHQJDQEDLN
 3HQHOLWLDQ LQL KDQ\D PHQJJXQDNDQ UHVSRQGHQ \DQJ EHUGRPLVLOL GL 6XUDED\D
,QGRQHVLD $NDQ OHELK EDLN DSDELOD SHQHOLWL EHULNXWQ\D PHQJJXQDNDQ ZLOD\DK
DWDXSXQGDHUDK ODLQ XQWXNPHQJHWDKXL HIHN GDUL(PSOR\HH 6DWLVIDFWLRQ WHUKDGDS
&XVWRPHU 6DWLVIDFWLRQ GDQ&XVWRPHU /R\DOW\ WHUODPSDX GDUL SHUEHGDDQ EXGD\D
GDQNDUDNWHULVWLNSRSXODVL
 3HQHOLWLDQ LQL PHPLOLNL FDNXSDQ \DQJ WHUODOX OXDV DNDQ OHELK EDLN DSDELOD
EHULNXWQ\DPHPEDJLUHVSRQGHQVHVXDLGHQJDQVRFLDOFODVVWHUWHQWX
 3HQHOLWLDQ LQL PHQJJXQDNDQ PRGHO SHQHOLWLDQ \DQJ VHGHUKDQD $NDQ OHELK EDLN
DSDELOD EHULNXWQ\DPHQJJXQDNDQPHQDPEDKPRGHO ODLQ DJDU GDSDWPHQJHWDKXL
DSD VDMD \DQJ GDSDW PHPSHQJDUXKL NHSXDVDQ GDQ OR\DOLWDV SHODQJJDQ +DO LQL
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$KHDUQH0%KDWWDFKDU\D&%*UXHQ7$QWHFHGHQWVDQG FRQVHTXHQFHV RI





















'LFN $6 %DVX .  &XVWRPHU OR\DOW\ WRZDUG DQ LQWHJUDWHG FRQFHSWXDO
 IUDPHZRUN-RXUQDORIWKH$FDGHP\RI0DUNHWLQJ6FLHQFH±  

+DLU-)%ODFN:&%DELQ%-GDQ$QGHUVRQ5(0XOWLYDULDWH 'DWD
$QDO\VLV$JOREDOSHUVSHFWLYHWKHGLWLRQ1HZ-HUVH\3HDUVRQ 3UHQWLFH +DOO -RQHV 0
$5H\QROGV.(	$UQROG0 +HGRQLF DQG XWLOLWDULDQ VKRSSLQJ YDOXH


















-XQJ +6<RRQ ++  'R HPSOR\HHV¶ VDWLVILHG FXVWRPHUV UHVSRQG ZLWK DQ
 VDWLVIDFWRU\ UHODWLRQVKLS"7KH HIIHFWV RI HPSOR\HHV¶ VDWLVIDFWLRQ RQFXVWRPHUV¶





















6DWLVIDFWLRQDQG7KHLU,PSDFWRQWKH2UJDQL]DWLRQ,265 -RXUQDO RI %XVLQHVV DQG
0DQDJHPHQW9RO





6FKQHLGHU % %RZHQ '(  (PSOR\HH DQG FXVWRPHU SHUFHSWLRQV RI VHUYLFH




















VDWLVIDFWLRQDQGFXVWRPHUVDWLVIDFWLRQLQ740R UJDQL]DWLRQV DQHPSLULFDO VWXG\ -RXUQDO
RI4XDOLW\0DQDJHPHQW ±

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